The purpose of this paper was to investigate expectations of students' perceptions of service quality and students' satisfaction, using both qualitative and quantitative research methods. The service quality model (SERVQUAL) was used in a higher education setting in XYZ University by determining the difference in opinion existed in students' expectations versus their actual experiences. The study examined the relationships within four schools of XYZ University. The researcher tested the relationships between gap score, overall service quality and overall satisfaction. Six in -depth interviews were undertaken and 126 students were surveyed online as part of this research. Expectations of students were related to six factors, such as, physical evidence, contact personnel, reputation, facility/entertainment offer, curriculum and special services. Assurance, knowledgeable, responsive, on time delivering, error free record keeping and caring are the other factors students expected from the University. The widest gap between students' perceived performance and expectations was in the area of reliability. University is not doing fare with regard to its physical facilities, helping students, providing prompt service and understanding students' specific needs. Most students' expectations were only just met. Service quality is more or less similar across the four schools of the University. There are significant relationships across the service gap scores, overall service quality and overall satisfaction. The increased level of service quality and satisfaction has a correlation with the gap scores. In other words, mismatch between student expectation and perceived level of service quality received has an impact upon overall service quality and student satisfaction.
INTRODUCTION
Manufacturing, agriculture and service, in particular, education, are the major economic activities in any country. In India, manufacturing and services together constitute nearly 75% of the GDP. Moreover, in recent years the growth in GDP is primarily due to the growth in these sectors of the economy [3] . During the last ten years, the share of services in the GDP has grown steadily from about 40% to about 51%. The Union Government began taxing three services in 1994-95. This has grown steadily and as of 2004-05 the number of services taxed has gone up to 71. All these indicate the growing importance of services in the Indian economy and the need to apply management practices to plan and control operations in the service sector [9] .
Service organizations respond to the requirements of customers to satisfy some needs and leave certain experiences in the minds of the customer through a service delivery system [11] . This course addresses the strategic and operational aspects of managing service systems. In addition to discussing the design and operational control of service operations, specific issues pertaining to certain sectors of the service industry are addressed. Such a research is designed to be applied in various service sectors like technical education, banking, hospitality, healthcare, IT, BPO to assess the status of service management practices in his/her organization [2] . The programme is aimed at enabling practitioners to design a systematic stage-wise plan for implementing effective service management practices in their respective segment. This programme intends to deliver an implementation based approach towards service management in an organization [10] .
REVIEW OF LITERATURE
Literature review provides the theoretical basis of the research, supported by relevant literature, concepts and instruments of service quality. Quality is the level of achievement of a product or service by which a customer gets satisfied [17] . Quality of a product can be quantified by measuring number of defects contained in it or by its durability. However, it is difficult to measure quality of a service as it involves human behavior [15] . This research tested the relationships between gap score, overall service quality and overall satisfaction of XYZ University which is one of the prestigious institutes of state Odisha, India [7] .
The objective for this literature review was to achieve an understanding of service quality and to combine the marketing service with higher education, in particular to link the measurement of service quality to education institutions [6] . This study focuses on the customer's expectations and perceptions as a measure of potential satisfaction and longterm perceptions of quality in an university.
Five determinants with 22 statements were summarized from the original 10 which are used by customers in judging service quality [16] , namely: i) Reliability: ability to perform the promised service dependably and accurately ii) Responsiveness: willingness to help customers and provide prompt service iii) Empathy: caring, individualized attention the firm provides its customers iv) Assurance: knowledge and courtesy of employees and their ability to convey Trust and confidence v) Tangibles: appearance of physical facilities, equipment, personnel, and communication materials. 
RESEARCH METHODOLOGY
This research uses the SERVQUAL service quality gap model to measure graduate students' perceptions of service quality and satisfaction [13] . Qualitative research is undertaken before the SERVQUAL questionnaire was administered to investigate expectations on full time B. Tech courses at XYZ University. In order to ascertain the difference between perceived service quality received and the expectations of service quality amongst students at XYZ University, the study adopted the research questions provided in appendix.
3.1DATA COLLECTION
Educational reforms have been taking place for many years in the Odisha as successive governments have encouraged massive expansion of higher education. Because the public purse could not afford the higher cost, from September 1998 students were required to pay a proportion of their own fees. This situation pushed universities towards becoming corporate bodies as they received funding from government but were actively encouraged to seek extra income from commercial activities [5] . As competitions for sources of university financial funding increased, not only concerning funding from government, which tends to be major part of the income of a higher education institution, but in other areas where they obtained financial support. However, recently, higher education institutions have faced further decline in the unit of funding from government so that many universities are struggling to find funding [8] . Many universities plan to raise the tuition fees for domestic undergraduate courses in 2006, thus students are likely to place a stronger focus on the quality of the education that they receive. In order to assess the status of quality in technical education, research data from various sources have been collected.
3.2.Qualitative Data
Before the interview, brief introductions on the purpose of the research issues explained and confidentiality of the data was assured [12] . Four questions were answered in this interview:
3.3.Quantitative Data
XYZ University is more suited to stratify random sampling rather than other methods. Disproportionate sub-sections were adopted for the population size of each course is different [9] . About 16 courses were selected by stratified sampling, which represent about 606 full time students, the total students being 1364. A total of 126 questionnaires were received (Table-1 ) and the response rate was 21%, compared with previous research studies. 
3.4.Questionnaire Design: The SERVQUAL Instrument
The questionnaire based on SERVQUAL was used in this study to measure students' expectations and perceptions of service quality (see Appendix B). The five dimensions included in the questionnaire are: tangibles, reliability, responsiveness, assurance, empathy [1] . The above dimensions were grouped as mentioned below: 
DATA ANALYSIS
Questionnaire data were transformed into 'difference' quality scores. For each item, different quality scores were calculated based on the difference between the student's perceived quality of service and the expectations that they had from the service, represented as:
Service Quality = perceived quality of service -expectations of service quality. i. service quality exceeded expectations where perceptionsexpectations > 0. Expectations exceeded means 'Quality surprise' ii. service quality received met expectations where perceptions -expectations = 0. Expectations met means 'Satisfactory' iii. Service quality received did not exceed or meet expectations where perceptions -expectations < 0. Expectations not met means 'Unacceptable Quality'.
The original expectation of the students before arrival at University was assessed through an in-depth interview (Table-2 ). Most respondents have expectations about the course provided by the university: whether the course links to practice or covers all aspects of the subject. Student A, looking for a project which can link to a real -Life Company. So, this University is the best choice. Students B and C assumed the course to be comprehensive and would be covered. Student D expected the curriculum to be average. Student E and F expected the course to be close to practice and it has a good relationship with industry.
TABLE 2: IN -DEPTH INTERVIEW SAMPLE FRAME
The overall measure of service quality in the form of an average score was made by the SERVQUAL instrument SPSS version 13 through which several tests and analysis were carried out ( Table- 3), to analyze the consistency for all the research dimensions . Table 4 shows the demographic characteristics of gender, age group, school, and states. In the sample, for the School of Technology has the largest number of respondents and the School of Law has at least one. Internal consistency reliability was calculated using the subprogram of SPSS 'Reliability' to perform an item response analysis for both expectations and perceptions for each dimension (Table-5 ). The α-coefficient close to 1 signifies more reliability. The total α of 0.9 indicates that the five dimensions of SERVQUAL are highly internally reliable (Nunnally). The Cronbach' alpha for service quality dimensions range between 0.684 to 0.837. Thus the scales used to measure the various aspects of service quality have been regarded as reliable. The expectations that students had, ranked the importance level across various dimensions: Tangibility, Reliability, Responsiveness, Assurance, and Empathy (Table 6 ). The Assurance dimension was regarded by nearly half of the respondents and ranked '1' as the most important, followed by Responsiveness, Empathy, Reliability, and Tangibility. Tangibility, with over 50% of the respondents, was considered to be the least important of the dimensions of service quality expected. The results in Table-6 were quite similar with the ranking of the each dimension by the average mean of expectations (Table  VII) . The descriptive statistics for each SERVQUAL dimension is Assurance (7.81), mostly expected by students, and followed by Reliability (7.78), Empathy (7.72), Responsiveness (7.62) and Tangibility (7.20). The most expected aspects of service by respondents are 'Employees of universities will have the appropriate knowledge to answer student questions', 'Employees of universities will always be willing to help students', 'University will deliver its services on time', 'University insist on error free records', and 'When students have problems, universities will show a sincere interest in understanding the problem and resolving it'. All the above received the highest expectation scores compared to the other items. 
TABLE 3: RELIABILITY ANALYSIS -SCALE TEST

CONCLUSIONS
The results were from both qualitative and quantitative research. From this research students' general expectations were explored, and Assurance is the most significant dimension students of student expectations . Students are generally satisfied with the quality of the service they received. However, there are some aspects, such as physical facilities, helping students, or providing prompt service are where they were not .The service quality levels of four schools within XYZ University are more or less similar. There are significant positive relationships between gap score; overall service quality and overall satisfaction. The increasing level of overall service quality and satisfaction can be predicted by the extent of the gap scores increase.
5.1.LIMITATIONS
This study has limited generalizability because it was conducted in a single time period, with a limited number of XYZ students. It is difficult to generalize across the whole XYZ student base as a result and the results are certainly not transferable in higher education more generally.
The two major limitations for this research are the use of the SERVQUAL instrument in the field of education to evaluate the service quality of University and the internal restrictions of the SERVQUAL instrument However , they concluded that SERVQUAL can be adapted to match the characteristics or specific research needs of a particular service organization (Parasuraman et al.) [15] . In the education settings , the collective finding of various studies regarding the use of SERVQUAL offers support for the validity, reliability, and predictive validity of the scale However, the original five dimensions could be regarded as incompatible with education institutions . The disputes regarding the SERVQUAL as a useful tool generally assesses service quality in education have been debated by many researchers. Studies in higher education testing the construct of the instrument have been limited. This study was performed as an overall assessment of student satisfaction at XYZ University. However, a student's experience in the university is influenced by other services in some aspects; it could be outside of the University such as admissions, registry, and student life. Although this limitation does not significantly impact on the importance of an overall assessment of satisfaction , the study of service quality by service programs and units may complement an overall assessment. The quality of online questionnaires depends upon respondents' willingness to answer the items openly and candidly. There are difficulties in proving these conditions were met or not and so it is difficult to
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Volume 63-No. 15, February 2013 tell how truthful the respondents' answers were. Finally, the sample size is relatively small for the School of Management proportion of the respondents and future studies would need to increase this.
5.2SCOPE FOR FUTURE RESEARCH
This research investigated the student satisfaction and expectations and there is a correlation in existence between perceived service quality and student satisfaction. i) Analyze perceived service quality differences by customer's past experience, family income, sex, educational level, and more dependent variables that give more information for predicting service quality and customer satisfaction.
ii) The relationships between student behaviours and their satisfaction for XYZ University could be assessed using a similar online questionnaire methodology although the questionnaire would need to be amended. iii) Some aspects of education quality, excluded in this study such as course, student life, and reputation of XYZ University, could be evaluated in future. Research could investigate how attributes of service quality vary from academic department to non-academic department.
Note: The authors have made commitment with University not to disclose the name and affiliation of the University. However, same is available with the authors. Informations collected were treated confidential and used solely for academic research purposes.
entering the registration number, a cross reference to responses can be made with profile data supplied by the university registry: gender, school & course, nationality and domicile. We will not, at any stage, be given access to more personal details such as your name, address, email, telephone number, etc . This will ensure that this information cannot be used inappropriately and your responses will not be attributable to you personally.
Part I: Perceptions of Leading Universities in General and XYZ University in Particular
There are 20 questions in this part applicable to XYZ University. Based on your experience as a student, please think about the kind of University that would deliver an excellent quality of educational service. Think about the kind of University at which you would be pleased to study. Please show the extent to which you think such a University would possess the features described by each statement. If you feel a feature is not at all essential for leading University, write '1', strongly disagree. If you feel a feature is absolutely essential for an leading University, write '9', strongly agree. There is no right or wrong answers. We are more interested in what truly reflects in your feelings regarding the University that would deliver an excellent quality of service. The visual impact of University campus with respect to its accommodation, facilities and surroundings.
Question 1
University's ability to perform promised services dependably and accurately.
University's willingness to help students and provide a prompt service.
University's staff are knowledgeable, courteous and convey a sense of trust and confidence.
University offers students individual attention and a caring environment.
